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1 . Claims 1-34 are pending. 

Claim Rejections - 35 USC §112 

2. Claims 1 and 19 are rejected under 35 U.S.C. 112, second paragraph, as being 
indefinite for failing to particularly point out and distinctly claim the subject matter which 
applicant regards as the invention (i.e.: a software application distributed on at least the 
first and second server-nodes which is not described in specification. Examine 
interprets as any server connected to network contain a software which communicates 
to other server). 

Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

Claims 1-6,10-26,30-34 are rejected under 35 U.S.C. § 103 as being unpatentable over 

Kay et al [Kay 6,430,602 B1] in view of O'Brien [6,587,831 B1] 

3. As per claim 1 , Kay discloses a network-based system for enabling users of the 
system to obtain current agent-status Information (i.e.: instant message) related to 
agents of an information-source facility (i.e.: query response server) connected to the 
network before initiating contact with the agent or agents of the information-source 
facility comprising 

a first server node connected to the information-source facility and to the network 
[Kay, a local server 30, Fig 2]; 
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a second server node connected to the first server node and to the network, the 
first server node accessible to the second server node [Kay message server 30 or web 
server 36, Fig 2]. 

a network-capable appliance connected to the network, the second server node 
accessible to the network-capable appliance [Kay, instant message protocol, col 9 line 
65-col 10 line 34], and 

a software application distributed on at least the first and second server-nodes, 
the software application enabling distribution of the (agent status) information wherein 
the user operating the network-capable appliance accesses the second server node 
and requests the agent-status information, the (agent-status) information accessed from 
the first server node by the second server node and delivered to the requesting user 
[Kay, instant message provider, col 4 lines 25-48]. It was clearly that the servers of 
network have used a same software application for communication. 

However Kay does not detail the information as agent status information. A 
skilled artisan would have motivation to improve the instant message system and found 
O'Brien teaching. O'Brien discloses a Online Scheduling and Shift Management system 
using the instant message [O'Brien col 6 line 52-col 7 line 2] to provide a status flag or 
status information [O'Brien, status flag, col 13 lines 20-53]. It was clearly that the agent 
user using status data to provide information to the client. 

Therefore, it would have been obvious to one having ordinary skill in the art at 
the time the invention was made to incorporate the instant message with status flag ot 



V 
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status information in order to utilize the instant message environment. Doing so would 
provide the most update information to network user. 

4. Claim 19 contains the similar limitations set forth of apparatus claim 1 . Therefore, 
claim 19 is rejected for the similar rationale set forth in claim 1. 

5. As per claims 2,20 Kay-O'Brien disclose the network is a data packet-network 
[Kay, data packet, col 6 lines 43-61]. 

6. As per claims 3,21 Kay-O'Brien disclose the data-packet-network is the Internet 
network [Kay Internet, col 6 lines 7-42]. 

7. As per claims 4,22 Kay-O'Brien disclose the information-source facility is a 
communication center marketing products and or service to the users [Kay database 24, 
Fig 1]. 



8. As per claims 5,24 Kay-O'Brien disclose the agents are human resources 
employed by the communication center as inherent feature of client/server 
communication. 
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9. As per claims 6,25 Kay-O'Brien disclose the agents are automated systems 
implemented at the communications center [Kay, an instant messaging system, col 4 
lines 25-57] 

10. As per claims 10,30 Kay-O'Brien disclose the agent-status information delivered 
to the requesting user is specific to the request initiated by the user [Kay, specified by 
the user, col 4 line 58-col 5 line 7]. 

11. As per claims 1 1 ,31 Kay-O'Brien disclose the agent-status information 
automatically updates periodically during a user session [Kay, schedule a reminder, col 
9 lines 15-29]. 

12. As per claims 12,32 Kay-O'Brien disclose the agent-status information is 
continually streamed to the requesting user during session [Kay instant messaging 
stream, col 6 lines 43-61]. 

13. As per claim 13, Kay-O'Brien disclose the agent-status information is pulled from 
the first server node by the second server node according to the user's request [Kay, 
local server 34, message server 30 and web server 36, Fig 2]. 
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14. As per claim 14, Kay-O'Brien disclose the agent-status information is pushed to 
the second server node by the first server node and is available to be pulled by the user 
[Kay, local server 34, message server 30 and web server 36, Fig 2]. 

15. As per claims 15,34 Kay-O'Brien disclose the software application uses instant 
message technology in the transfer of agent-status information [Kay instant message 
system, col 4 lines 25-57]. 

16. As per claim 16, Kay-O'Brien disclose the software application uses streaming 
technology in the transfer of agent-status information [Kay instant messaging stream, 
col 6 lines 43-61]. 

17. As per claim 17, Kay-O'Brien disclose the software application embeds the 
agent-status information into a Web page requested by the user [O'Brien, the instant 
message col 6 line 52-col 7 line 2; to provide a status flag, col 13 lines 20-53] 

18. As per claim 18, Kay-O'Brien disclose the functions of the first and second server 
nodes are implemented within a single server node connected to the communications 
center, the network, and accessible to the network-capable appliance as a design 
choice. 
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19. As per claim 26, Kay-O'Brien disclose the agent status information is compiled 
using agent monitoring software as inherent feature of instant messaging system. 

20. As per claim 33, Kay-O'Brien disclose there are more than one server nodes in 
line on the network path, the server nodes hosted by the communication center as 
inherent feature of Internet. 

Claims 7-9,27-29 are rejected under 35 U.S.C. § 103 as being unpatentable over Kay et 
al [Kay 6,430,602 B1] in view of O'Brien [6,587,831 B1] and further in view of Kaish et al 
[Kaish 5,633,924]. 

21 . As per claims 7,27 Kay-O'Brien disclose the agent-status information includes a 
description of the agent and or agents capabilities, and an estimated time for response 
by the agent or agents [Kay, formulated request, col 7 lines 42-58]. However Kay- 
O'Brien did not detail the number of calls waiting in the agent's or agents 1 queue or 
queues, 

It was well known in the art that a telecommunication network integrated to ACD 
network could provide the status information for monitoring the operation parameters of 
system such as call-waiting times [Kaish col 2 line 60-col 3 line 12]. 

Therefore, it would have been obvious to one having ordinary skill in the art at 
the time the invention was made to incorporate technique of using the software 
application to monitor the status information as taught by Kaish into the Kay-O'Brien 
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apparatus in order to utilize the instant messaging environment. Doing would provide a 
quick and simple process to update the latest data to network client. 

22. As per claims 8,28 Kay-O'Brien-Kaish disclose the number of calls waiting 
information [Kaish col 2 line 60-col 3 line 12] and the estimated time for response 
information is averaged over a group of agents [Kay, load balancing algorithm, col 7 
lines 1-9]. 

23. As per claims 9,29 Kay-O'Brien-Kaish disclose a number of calls waiting 
information [Kaish col 2 line 60-col 3 line 12] and the estimated time for response 
information is specific to a specific agent user [Kay, specified by the user, col 4 line 58- 
col 5 line 7]. 

Claim Rejections - 35 USC § 102 

The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 
A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351 (a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21 (2) 
of such treaty in the English language. 

Claims 1-6,10-11,13-14,17-26 are rejected under 35 U.S.C. § 102(e) as being 



anticipated by Woods [6,651,085 B1] 
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24. As per claim 1 , Woods discloses a network-based system for enabling users of 
the system to obtain current agent-status Information (i.e.: monitoring/ tracking the 
agent status, Woods col 4 lines 48-67; current status of agent, col 5 lie 50-col 6 line 15) 
related to agents of an information-source facility (i.e.: a customer contact processing 
center, Woods col 12 lines 6-25) connected to the network before initiating contact with 
the agent or agents of the information-source facility comprising 

a first server node connected to the information-source facility and to the 
network; a second server node connected to the first server node and to the network, 
the first server node accessible to the second server node (Woods, server 16 and a 
separate server, col 4 lines 25-47). 

a network-capable appliance connected to the network, the second server node 
accessible to the network-capable appliance (Woods, Internet and PSTN, col 3 lines 39- 
59, col 4 lines 25-47), and 

a software application distributed on at least the first and second server-nodes, 
the software application enabling distribution of the agent status information wherein the 
user operating the network-capable appliance accesses the second server node and 
requests the agent-status information, the agent-status information accessed from the 
first server node by the second server node and delivered to the requesting user 
(Woods, user checks the status for the selected agents, col 5 line 50-col 6 line 15). 

25. Claim 19 contains the similar limitations set forth of apparatus claim 1 . Therefore, 
claim 19 is rejected for the similar rationale set forth in claim 1 . 
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26. As per claims 2,20 Woods discloses the network is a data packet-network 
(Woods, Internet, col 3 lines 39-59). 

27. As per claims 3,21 Woods discloses the data-packet-network is the Internet 
network (Woods, Internet, col 3 lines 39-59). 

28. As per claims 4,22,23 Woods discloses the information-source facility is a 
communication center marketing products and/or service to the users (Woods, a 
customer contact processing center, col 12 lines 6-25). 

29. As per claims 5,24 Woods discloses the agents are human resources employed 
by the communication center. 

30. As per claims 6,25 Woods discloses the agents are automated systems 
implemented at the communications center (Woods, the agent status is automatically 
updated, col 6 lines 41-65) 

31 . As per claim 10, Woods discloses the agent-status information delivered to the 
requesting user is specific to the request initiated by the user (Woods, select specific 
criteria, col 5 lines 35-49). 
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32. As per claim 1 1 , Woods discloses the agent-status information automatically 
updates periodically during a user session (Woods, the agent status is automatically 
updated, col 6 lines 41-65). 

33. As per claim 13, Woods discloses the agent-status information is pulled from the 
first server node by the second server node according to the user's request (Woods, 
Web server 16 and a separate server, col 4 lines 25-47). 

34. As per claim 14, Woods discloses the agent-status information is pushed to the 
second server node by the first server node and is available to be pulled by the user 
(Woods, Web server 16 and a separate server, col 4 lines 25-47). 

35. As per claim 17, Woods discloses the software application embeds the agent- 
status information into a Web page requested by the user (Woods, Web server 16 and a 
separate server, col 4 lines 25-47) 

36. As per claim 18, Woods discloses the functions of the first and second server 
nodes are implemented within a single server node connected to the communications 
center, the network, and accessible to the network-capable appliance as a design 
choice. 
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37. As per claim 26, Woods discloses the agent status information is compiled using 
agent monitoring software (Woods, tracking the agent status, col 4 lines 48-67). 

Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

Claims 7-9,12,15-16,27-34 are rejected under 35 U.S.C. § 103 as being unpatentable 

over Woods [6,651 ,085 B1] in view of Baker et al [Baker 6,61 1 ,498 B1] 

38. As per claims 7,27 Woods discloses the agent-status information includes a 
description of the agent and or agents capabilities, (Woods, available, training, meeting, 
at home, waite time, col 5 line 50-col 6 line 15). However Woods does not detail the 
number of calls waiting in the agent's or agents 1 queue or queues, and an estimated 
time for response by the agent or agents 

A skilled artisan would have motivation to improve the agent status report and 
found Baker teaching. Baker discloses a Web-based call management system wherein 
the number of calls currently in queue waiting for an available agent, an average time 
and total time available (Baker, col 26 lines 5-28) 

Therefore, it would have been obvious to one having ordinary skill in the art at 
the time the invention was made to incorporate technique of using the ACD software to 
monitor the status information such as the waiting time in queue as taught by Baker into 



Application/Control Number: 09/710,042 Page 13 

Art Unit: 2142 

the Woods apparatus in order to utilize the agent status report. Doing would provide a 
quick and simple process to update the latest data to network communication center. 

39. As per claims 8,28 Woods-Baker disclose the number of calls waiting information 
and the estimated time for response information is averaged over a group of agents 
(Baker, col 26 lines 5-28) . 

40. As per claims 9,29 Woods-Baker disclose a number of calls waiting information 
and the estimated time for response information is specific to a specific agent user 
(Baker, col 26 lines 5-28). 

41 . As per claim 1 2, Woods-Baker disclose the agent-status information is 
continually streamed to the requesting user during session (Baker, col 26 lines 5-28). 

42. As per claims 15,34 Woods-Baker disclose the software application uses instant 
message technology in the transfer of agent-status information (Baker, messaging 
services, col 7lines 1-5). 

43. As per claim 16, Woods-Baker disclose the software application uses streaming 
technology in the transfer of agent-status information (Baker, messaging services, col 7 
lines 1-5). 
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44. As per claim 30 Woods-Baker disclose the agent-status information delivered to 
the requesting user is specific to the request initiated by the user (Woods, select 
specific criteria, col 5 lines 35-49). 



45. As per claim 31 Woods-Baker disclose the agent-status information automatically 
updates periodically during a user session (Woods, the agent status is automatically 
updated, col 6 lines 41-65). 



46. As per claim 32 Woods-Baker disclose the agent-status information is continually 
streamed to the requesting user during session (Woods, the agent status is 
automatically updated, col 6 lines 41-65). 



47. As per claim 33, Woods-Baker disclose there are more than one server nodes in 
line on the network path, the server nodes hosted by the communication center (Woods, 
the customer processing system and web server and separate server, col 4 lines 25- 
47). 

48. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to examiner Thong Vu, whose telephone number is (703)- 
305-4643. 

The examiner can normally be reached on Monday-Thursday from 8:00AM- 4:30PM. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Jack Harvey, can be reached at (703) 305-9705. 

Any inquiry of a general nature or relating to the status of this application should 
be directed to the Group receptionist whose telephone number is (703) 305-9700. 

Any response to this action should be mailed to: Commissioner of Patent and 
Trademarks, Washington, D.C. 20231 or faxed to : 
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After Final (703) 746-7238 
Official: (703) 746-7239 
Non-Official (703) 746-7240 
Hand-delivered responses should be brought to Crystal Park 11,2121 Crystal 
Drive, Arlington. VA., Sixth Floor (Receptionist). 

Thong Vu 
Patent Examiner 
Art Unit 2142 




